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ONE YEAR RESULTS FROM THE DEVELOPMENT AND UTILIZATION OF
A UNIFIED STRATEGIC BUSINESS PLAN FOR MARKETING BLOOD AND
MARROW TRANSPLANT SERVICES’ OUTPATIENT CLINIC
Mebane, J.J.2, Agura, E.D.1, Berryman, R.B.1, Fay, J.W.1,
Pineiro, L.1, Vance, E.A.1, Wilson, M.2 1. Baylor Sammons Cancer
Center, Dallas, TX; 2. Texas Oncology, P.A., Dallas, TX.
One year results from the development and utilization of a
uniﬁed strategic business plan for marketing Blood and Marrow
Transplant Services’ Outpatient Clinic. The goal is to increase
awareness of outpatient transplants and increase referrals. This is a
follow-up from the 2003 Tandem BMT meetings.
Blood and Marrow Transplant Services, PLLC is a subsidiary of
Texas Oncology, P.A. The outpatient clinic recently doubled in
size to 14,000 square feet in capacity with 6 private rooms, 16
infusion chairs and 15 exam rooms. Charged with the goal of
increasing awareness of outpatient transplants and referrals, clinic
administration developed a strategic plan through surveying phy-
sicians, patients and clinic personnel.
After one year of this plan being in place, we now have results
that show the strategic plan streamlined the referral process, in-
creased awareness with Managed Care plans, and assisted with the
streamlining of the Outpatient Transplant Clinic Operations. The
main components of the plan include:
BMT Outreach Programs to key physicians in region
BMT Transplant Managed Care Contracting initiatives
Communications Plan (Publications, Conferences, PR, Advertis-
ing, Internet)
Clinic Operations Plan
The plans include how we communicate internally and exter-
nally. This plan includes the development of our outreach program
for referring physicians. The outreach program gives easy access to
our BMT physicians for consultation and to gain answers to re-
ferring physician’s questions. A goal of this program will show the
cost-effectiveness of the outpatient program to the insurance/payer
community. Our goal is to meet with all managed care and insur-
ance companies to provide ongoing education on blood and mar-
row transplant services available on an outpatient basis.
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DEVELOPMENT OF A STANDARDIZED PERFORMANCE MANAGEMENT
SYSTEM (BALANCED SCORECARD) FOR HEMATOPOIETIC PROGENITOR
CELL PROCESSING LABORATORIES
Whitteker, T., Giulivi, A., Halpenny, M., Martin, L., Birch, P.,
Yang, L. Canadian Blood Services, Ottawa, ON, Canada.
The Balanced Scorecard (BSC) is a Performance Management
System that can be used in any size organization to align vision
and mission with customer requirements and day to day work.
The scorecard allows measurement of ﬁnancial and customer
results, operations and organization capacity. The Canadian
Blood Services (CBS), Ottawa Hematopoietic Progenitor Cell
(HPC) Processing laboratory has developed a BSC to be used
within the laboratory as a performance measurement system.
Steps to the development included ﬁrst reviewing literature and
educating staff to the balanced scorecard approach, then review-
ing organizational mission and values so that departmental
scorecard development would be aligned with our national pro-
gram. The next step was for the lab to review it’s own internal
processes and survey both clients and peers to gain an under-
standing of the data available for performance measurement. As
with other BSC systems, the laboratory developed performance
targets based on four main perspectives; ﬁnancial, customer,
process and learning/innovation. Speciﬁc performance measures
were then developed within each of these targets. The next step
was to decide how to evaluate the performance measurement
and possible future actions to reach appropriate targets. Also,
the BSC system is in the initial stages and decisions within the
lab must be made as to how to update and maintain the BSC.
The HPC laboratory’s decision to develop the BSC was based
on three main goals; allow future benchmarking with other
HPC labs not only across Canada but also internationally,
provide management with a method of understanding and re-
viewing the program that would allow justiﬁcation for funding
to achieve targeted goals, and provide accountability to our
stakeholders.
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